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It is with great pleasure that I 

present to you the activity report 

for the past year. The year 2024 

was a year of development and 

growth for SOS Détresse - in 

many ways. Our services have be-

en expanded, our entire team has 

grown, as has our responsibility.  

 

We owe this fundamentally to 

our volunteers, who worked tirel-

essly for everyone seeking help 

across various media. With over 

70 dedicated volunteers, we were 

once again able to be there for 

people seeking a safe space for 

their worries and fears this year. 

More than 3,760 calls were recei-

ved - every single call a sign of 

trust and an expression of human 

solidarity in times of need. The 

topics that reached us reflect the 

challenges that many people are 

facing: Interpersonal conflicts, 

social insecurities, psychological 

stress as well as loneliness and 

isolation. The high number of o-

ver 550 conversations with peop-

le who felt lonely or left alone 

reflects social developments: 

The modern way of life means 

that more and more people are 

living alone. The number of single 

households is increasing and fa-

mily or neighbourhood networks 

are often less close than they 

used to be. 

And although people are connec-

ted through social media, virtual 

communication is often no sub-

stitute for in-depth personal 

contact. Older people or socially 

anxious people in particular feel 

more isolated as a result. 

The increase in calls with suicidal 

thoughts is also particularly wor-

rying: 127 calls centred on suici-

de - 50 more than in the previ-

ous year, an increase of over 40 

%. This not only shows that the 

need for support is growing, but 

also that our volunteers have be-

en able to respond even more 

specifically and sensitively to sui-

cidal comments following intensi-

ve training on the subject of sui-

cide. The variety of calls and 

emails reflects the range of hu-

man challenges. 

In the online counselling service, 

907 e-mails were exchanged. In 

contrast, the number of newly 

registered users has almost hal-

ved compared to 2024, raising 

the question of whether this also 

correlates with the rapid increase 

in the global use of AI models for 

written communication. 

With the online chat launched in 

Dear readers,  
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March, we have opened a new 

chapter in our support services. 

Since its launch, 61 chats have 

already been conducted, an en-

couraging start for this low-

threshold form of contact. 

In addition to developments on a 

content-level, we have also laid 

the structural foundations for 

the future. The expansion of the 

English-language telephone coun-

selling service to two days a 

week (Wednesdays and Sa-

turdays) was an important step 

towards offering English-speaking 

people seeking help a reliable 

point of contact. In addition, the 

Télétravail project (home office 

for volunteers) was successfully 

implemented with five volun-

teers to allow more flexibility 

and, above all, to guarantee our 

night shifts. 

In order to continue to guaran-

tee high-quality training, we set 

up our own training rooms in 

2024. This investment is an im-

portant milestone, as the de-

mand for training new volunteers 

remains high. 

My deepest thanks go to our vo-

lunteers who dedicate their time, 

empathy and energy to helping 

others. Without them, this work 

would not be possible. 

I would also like to express my 

sincere thanks to our Govern-

ing Board, which has stood by 

us through all the challenges we 

have faced. 

We would also like to thank the 

Ministry of Family Affairs for its 

support and are very pleased 

with this excellent cooperation.  

And last but not least, we 

would like to express our since-

re thanks for the many dona-

tions, large and small, that con-

tinue to make our projects pos-

sible. 

  

I invite you to browse through 

the following pages and remain  

with best regards, 

Nadja Bretz 

Executive director 
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In total, there were 3632 conversations. In addition, there were 8 calls ăoffer to talkò 

and 125 error calls without message, resulting in a total of 3765 calls. 

For the following statistics, only 3632 calls (of which 190 in English) resulting in a conversation were 

retained. As the remaining 133 calls could not lead to an exchange, i was not possible for us to coll-

ect the data required for statistical processing. 

 

Gender of our callers  

 

 

 

 

 

 

 

 

 

 

 

 

Estimated age of our callers  
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Distribution of calls throughout the day  

 

  
 

 

 

 

 

 

 

 

 

Conversations in English  

Of the total number of calls, 190 conversations took place in English, of which 125 

during an English shift (on a Wednesday or Saturday) and 65 on another day of the 

week. Of these conversations in English, 77 took place during a midday shift (11:00-

15:00), 65 during a day shift (15:00-19:00), and 48 during an evening shift (19:00-23:00). 

 

Conversations on the phone  
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Main topics  

The main topics from the 3632 telephone calls can be categorised into 

the following problem areas (several possible categories per call): 
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Main topics  

The main concerns discussed, including calls to our English helpline  (several possible cate-

gories per call) from the 3632 conversations: 

 

 212 Dependence / addiction (10 in English) 

 121 Age-specific topics and problems (2 in English) 

 304 Work/training/school (41 in English) 

   18 Emigration/Immigration/Integration (8 in English) 

 125 Financial problems (42 in English) 

 106 Violence (20 in English) 

 109 Legal questions and issues (8 in English) 

 330 Body / health / disability / illness / pain (6 in English) 

 

2663 Psychological issues and problems, of which:  

¶ 503 Dealing with oneself (24 in English) 

¶ 154 Questions of meaning and values (3 in English) 

¶ 479 Dealing with strong feelings (39 in English) 

¶ 529 Loneliness and isolation (12 in English) 

¶ 132 Trauma (6 in English) 

¶ 866 Mental problems and psychiatric disorders (21 in English) 

 

    6 Pregnancy (0 in English) 

   21 Sexuality (3 in English) 

Conversations on the phone  
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Main topics  

  232 Overwhelming life/professional situation (30 in English) 

    85 Housing (3 in English) 

  127 Suicide risk (15 in English) 

 

2221 Interpersonal relationships, issues and problems:  

¶ 1165 Interpersonal relationships and social contacts (21 in English) 

¶ 627 Family relationships and contacts (42 in English) 

¶ 429 Relationship / marriage (51 in English)  

 

 151 other (13 in English) 

     8 feedback / complaint / thanks (0 in English) 
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Referrals  

In total, 390 callers (of which 39 callers in English) were referred by the volunteers 

to institutions from the following areas of expertise: 

 

 32 Acute emergency admission  

 24 Offers for elderly people 

 30 Work, training, school 

 72 Partnership, family, parenting 

 11 Financial problems 

 56 Violence 

 4 Immigration and integration 

 10 Physical health / illness 

 85 Mental / psychiatric illnesses 

 33 Legal advice 

 28 Addiction counselling and treatment 

 5 Housing 
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Page  12 



 

In 2024, incoming emails were answered by 8 volunteers 

and 4 psychologists. 

 

We recorded 907 exchanged messages. In total, 139 pe-

ople have contacted us via email. Mailers wrote in Luxem-

bourgish, French, German, English, and Portuguese. While 

some users were looking for short-term support, others 

preferred more intensive guidance. These were mainly pe-

ople suffering from difficult life circumstances.. 

 

 Of the 139 writers, 122 registered in 2024 for the first 

time; the remaining 17 registered at an earlier date. 

 

 

Age distribution  of the 139 writers: 
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Gender distribution : 

      

                                                                

The main topics from the 139 requests can be assigned to the following problem 

areas (multiple answers possible): 

Email counselling  
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Chat counselling was successfully launched on 4 March 2024 and 

complements traditional telephone and email counselling. It enables those seeking ad-

vice to communicate anonymously, quasi-synchronously and text-based with trained 

volunteers and professional staff.  This form of counselling offers a flexible way to re-

ceive support, especially for people who prefer this form of counselling due to a lack 

of time, geographical distance or personal reservations. Chat counselling can offer an 

additional sense of security for many people, as the absence of a voice promotes an 

even greater sense of anonymity and makes it easier for them to address more intima-

te topics or topics that are perceived as shameful. 

 

In the first year, we recorded 61 chat counselling sessions. Counselling was provided in 

Luxembourgish, German, French and English. Chat counselling is offered on Mondays 

and Thursdays from 17:00 to 21:00 and no appointments are required. 

In this digital form, it is particularly difficult to collect socio-demographic data, as identification 

features such as the voice are omitted. Nevertheless, we were able to determine some age 

values based on estimates and voluntary information provided by those seeking advice.  

Gender distribution in the 61 chats: 

Chat counselling  
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Gender distribution 

in the 61 chats: 

      

                                                                

The main topics from the 139 chats can be assigned to the following problem areas 

(multiple answers possible): 

 

Chat counselling  
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60 active volunteers currently guarantee shifts at SOS Dé-

tresse,  

of which 12 volunteers in the English-speaking group 

19 participants of the training groups 2023 and 2022 joined 

the team during the year  

Our volunteers are the basis and the heart of SOS Détresse.  

Without them, the many phone calls, emails and chats would not be possible. 

 

These people give their time to those seeking help. They listen, help them through 

times of crisis, provide support, give guidance and also look for ideas together with 

the caller.  The following figures provide an overview of how many people volunteered 

with us in 2024.  

7 participants of the training group 2024 and  

another11 participants of the English-speaking training are currently 

being prepared for their service on the phone.   

6 volunteers took leave for personal, family or professional 

reasons. 
 

6 volunteers have said goodby to SOS Détresse. 

8 members form the team of the mail counselling service 

8 volunteers in ăTeam IIò have been involved in tasks on top of 
their service on the phone or mail counseling 
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In addition to regular shifts on the phone, our volunteers write emails, take part in 

monthly supervision sessions and in further training programme. All of this in absolute 

discretion and anonymity, so that not much appreciation can be shown to them. Never-

theless, they help reliably, shift after shift and e-mail after e-mail. That is why we want 

to focus on our volunteers here. 

  

We asked them what motivates them to be involved with SOS Détresse:  

For me, it is nice and valuable to be 

able to help people who are not doing 

so well mentally. I appreciate every 

thank you from our callers, because 

then I know that I have been able to 

use my free time wisely. 

Taking part in SOS is a give and take, 

an experience that you don't get in 

your other life. It also helps me to re-

flect on my own life and behaviour. 

It motivates me to fulfil my desire to 

help and to make my knowledge 

available to people who are in a prob-

lem situation. I can also develop my 

knowledge of human nature and ex-

pand my psychological knowledge. 

Our basic training and further training have enriched my life grea-

tly. Just like the team spirit in our team combined with the expe-

rience of being allowed to help people again and again. And being 

able to do so. 

When I once took a caller from utter despair 

to planning his future, it was an unforgettable 

moment for me.  



 

The Luxembourgish basic training began 

in April 2024 with 15 participants. As of 

the reference date, December 31, 2024, 7 

participants remained, while the other 8 

participants left the basic training early 

due to professional, health, or personal/

family reasons. 

Our second basic training for English 

speakers started in September 2023 with 

14 participants and continues at the end 

of 2024 with 12 participants. 

The following topics and content are part 

of the 4 modules of the basic training, in 

both Luxembourgish and English: 

 

1st module ñ Self-experience:  

ß Get to know each other 

ß Appreciation and trust 

ß How humans learn 

ß The basic human needs for recogni-

tion, belonging and security 

ß The basic need for orientation and 

control 

ß The basic need for self-esteem 

ß The crutches of self-esteem and self-

worth 

ß The basic need for pleasure maximi-

sation and distress avoidance 

ß The basic psychological needs and 

our striving for consistency 

ß The development of human compe-

tencies and resources 

ß Crises and skills for coping with a 

crisis 

 

 

The basic training  
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2nd moduleñconversation 

attitudes and techniques:  

 

ß Listening  

 

ß Attention, non-attention, conversa-

tion starters, giving feedback 

 

ß Active listening 

 

ß The question as a structuring ele-

ment in leading the conversation 
 

ß Non-adequate behaviour in conver-

sations 

 

ß Introduction into conversation tech-

niques after Carl Rogers 

 

ß The 3 basic attitudes of empathy, un-

conditional positive regard and con-

gruence   

 

ß Empathetic mirroring 

 

ß Factors that make empathy difficult 

 

ß The resources-oriented attitude in a 

helpful conversation 

 

ß Task clarification and solution-

orientation 

 

ß Pauses in a conversation and ending 

conversations constructively 

 

ß The structure of a helpful conversa-

tion 

 

 



 

 

3rd module ñ psychological topics:  

ß Relationships ñ Development, to-

pics and problems 

ß Family ñ Development, topics and 

problems 

ß The process of grief 

ß Anxiety and anxiety disorders 

ß The process of addiction 

ß Co-dependency, what addiction   

means for the family 

ß Violence within the family 

ß Trauma and post-traumatic stress 

disorder 

ß Depression 

ß Psychotic disorders 

ß Suicide and acute suicidality 

 

 

4th  module ñ practice:  

 

Preparation for the service on the tele-

phone, in practice 
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The basic training 2024 was led by the 

following staff:  

ß Dr. Jessica Levy (Psychologist)  

ß Nadja Bretz (Psychologist und Psy-

chotherapist) 

ß Roland Kolber (Psychologist)  

ß François Luong (Psychologist und 

Psychotherapist) 

ß Josiane Zbinden (Social worker and 

family therapist)  

ß Sarah Ferreira (Psychosocial colla-

borator) 

ß Martine Schintgen (Psychologist) 

 

The modules in the English basic training 

2024 were led by Dr. Jessica Levy and 

François Luong and supported by  Sarah 

Ferreira in the second module.  

 

Isabel da Silva from Femmes en détresse 

leads the course on domestic violence in 

both basic trainings. 

 

 



The Monday evening group  
From January to December: 11 sessions, 11 participants, led by Nadja Bretz 
 

The Tuesday evening group English  
From January to July: 5 sessions, 10 participants, led by Julie Arendt 

From September to December: 4 sessions,11 participants, led by Dr. Jessica Levy 
 

The Tuesday evening group  
From January to December: 11 sessions, 15 participants, led by Josiane Zbinden 
 

 

The Thursday afternoon group  
From January to December: 10 sessions, 7-10 participants, led by Danielle Schweich  
 

The Thursday evening group  
From January to December: 11 sessions, 12 participants, led by François Luong 
 

The team from the SOS OnlineHelp  
From January to December: 4 sessions, 8 participants,  

led by Roland Kolber 
 

Individual supervision during practical guidance and as 

needed 
Offered by Dr. Jessica Levy, François Luong, Roland Kolber, Lynn Gales, Josiane Zbinden, Mar-

tine Schintgen, Sarah Ferreira und Nadja Bretz 
 

Collaboration in the team of supervisors  
Exchange and consultation between supervisors of the volunteer teams on the phone and the 

direction took place as needed and in 4 supervisors meetings. 

Supervision and practical guidance  
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Seminars and presentations  

 
ß  Ja, aber [yes but] 
 Seminar of 3 hours, led by: Dr. Jessica Levy 

 

ß English:  My map, your map  
 Seminar of 3 hours, led by: Dr. Jessica Levy 

 

 

ß Institutionen stellen sich vor [Institutions present themselves]: IRIS, Croix rouge 

 Seminar of 2 hours, led by: Yanica Reichel, Executive director 

 

ß Arbeit mit Metaphern [working with metaphors] 

 Seminar of 3 hours, led by: Josiane Zbinden 

 

ß  Leitfaden Suizidalität [Guideline suicidality] 
 Seminar of 3 hours, led by: Dr. Jessica Levy,  Josiane Zbinden 
 

ß Institutionen stellen sich vor [Institutions present themselves]: Menschenhandel 

[Human Trafficking] 

 Seminar of 2 hours, led by: Isabelle Schroeder, MEG, Isabel da Silva, Femmes en Détresse 

 

ß Anciens Combattants [former soldiers] 
 Seminar of 3 hours, led by: Christian Heinen, Anciens Combattants, François Luong  

 

ß Das Wohl des Kindes in der Familie [The well-being of the child in the family]  
 Seminar of 3 hours, led by: Josiane Zbinden 

 

ß Minimax Interventions 
 Seminar of 2 hours, led by: Martine Schintgen 

The offer of further training  
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Seminars and presentations  
  

ß Institutions present themselves (in English): Human Trafficking   

 Seminar of 2 hours, led by: Isabelle Schroeder MEG, Isabel da Silva, Femmes en Détresse 

 

ß English: Suicidal tendencies 
 Seminar of 3 hours, led by: Dr. Jessica Levy,  François Luong 
 

ß Institutionen stellen sich vor [Institutions present themselves]: Offices sociaux  
 Seminar of 3 hours, led by: Joëlle Noesen, Offices sociaux Kanton Redange 

 

ß Borderline Störung [Borderline Disorder] 
 Seminar of 3 hours, led by: Nadja Bretz 

 

ß Leseabend mit dem Schweizer Autor Stephan Buechenbacher [Reading evening 

with the Swiss author Stephan Buechenbacher] 
 3 hours 
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The professional team 2024  

Nadja Bretz 

Psychologist 

Psychotherapist 

Team Phone Counselling  

Executive director  

From left to right: 

Lynn Gales, Social pedagogie, systemic counsellor 

Josiane Zbinden, Social worker, family therapist 

Dr. Jessica Levy, Psychologist 

François Luong, Psychologist, Psychotherapist 
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The professional team 2024  

Team Administration  

Team Onlinehelp  

From left to right 

Michèle Jacqué, Administration and Secretary 

Louis Jost, Accounting 

Liliane Muller, Administration and Accounting 

 

Missing in the picture: Anne Collazo 

From left to right 

Lynn Gales, Social pedagogue, systemic 

counsellor 

Roland Kolber, Psychologist 

Martine Schintgen, Psychologist 

Sarah Ferreira, psycho-social collabora-

tor  

 

Missing in the picture: Susana Campos 
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Main topics and contents of board meetings  

ß Personnel change within our Governing Board 

ß Preparation and discussion of the move to our new premises  

ß Discussion and implementation of the new asbl law 

ß Discussion and renewal of our articles of association 

ß Exchange regarding control and improvement of administrative processes 

ß Preparation of our summer excursion 

ß Exchange and communication with the full-time team  

ß Planning and preparation for improved control of our bookkeeping 

ß Presentation of the ôwhistleblower mailõ project 

ß Discussion of conversations with volunteers 

ß Preparing and budgeting for the end-of-year 

party 

 

 

 

 

Main topics of the staff council meetings  

ß Discussions on the satisfaction of volunteers 

ß Exchange regarding the quality of our supervision 

ß Exchange regarding further staff increases 

ß Discussion of our public relations work 

ß Reflections on the shift assignments of the telephone counselling service 

ß Analysing ongoing projects such as ôTelework for volunteersõ and ôOnline chatõ 

ß Discussion of various event plans, such as the reading with S. Buechenbacher 

ß Conversations with volunteers and full-time employees 



The institutional level  
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ß Regular conversations with the volunteers  

ß Staff meetings about improvement requests 

and opportunities, as well as satisfaction with 

volunteer work 

ß Structured employee interviews with all team 

members 

ß Our summer excursion day in July 

 

ß End-of-the-year party 

ß Launch of the newslet-

ter    

 

   

Many of our organisation's 

missions can only be secured 

thanks to our collaboration 

with our volunteers. The sen-

se of belonging and communi-

cation was strengthened 

through the following activi-

ties: 

Communication and sense of belonging in the team  



Press releases, newspaper articles and interviews  

 
ß Luxpost, 01.02.2024 Article ăSOS D®tresse ¨ la recherche de B®n®volesò [ăSOS D®tresse is 

looking for volunteersò] 

ß Tageblatt, 20.02.2024 Article ăChat von SOS D®tresse ab Mªrz verf¿gbarò [ăSOS D®tresse 

chat available from Marchò] 

ß Quotidien, 19.02.2024 Article ăSOS D®tresse bient¹t disponible par chatò [ăSOS D®tresse 

soon available via chatò] 

ß Lux. WORT, 26.02.2024 Article ăSOS D®tresse auch per Chat erreichbarò [ăSOS D®tresse 

also available via chatò] 

ß Lô Essentiel, 03.05.2024 Interview with Nadja Bretz ăL'®crasante majorit® des  personnes en 

d®tresse sont des femmesò [ăThe overwhelming majority of people in distress are womenò] 
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Quotidien, 02.08.2024  

Interview with François Luong  

 

 

 

 

 

 

Radio Ara 18.04.2024  

Jack Foley,  

Andrea Quinn,  

Helena Schmitz,  

Dr. Jessica Levy 



Press releases, newspaper articles and interviews  

ß 24/7ð Zeitschrift der Telefonseelsorge Deutschlands, Issue August 2024              

Article ăReden, wie einem der Schnabel gewachsen istò [ăTalk as you pleaseò] by Dr. Jessica Levy 

ß RTL online, 13.11.2024 Article ăSOS D®tresse sicht no Benevollenò[SOS D®tresse is looking for 

volunteers] 

ß 24/7ð Zeitschrift der Telefonseelsorge Deutschlands, Issue December 2024          

Article ăDie Kraft des Gesprªchsò [The power of conversation] by Dr. Jessica Levy 
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Revue, 07.11.2024 

Interview with 

Nadja Bretz  

 

 

 

 

 

 

 

Lux. WORT, 24.12.2024 

Interview with Nadja Bretz  
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20.03.2024 Journ®e dôinformation et 

de réseautage: La schizophrénie ñce 

nôest pas ce que tu crois: Le Centre 

dõInformation et de Pr®vention 

(CIP) de la Ligue Luxembourgeoise 

dõHygi¯ne Mentale 

With Josiane Zbinden,  

Dr. Jessica Levy,  

Jil Henkes 

 

Social network  

 

 

 

23.04.-25.04. Annual meeting of the 

Telefon Seelsorge  

Deutschland e.V.  

in Vierzehnheiligen  

with Dr. Jessica Levy 

ß 03.05.2024 Porte ouverte Vie Naissante  with André Grosbusch, President  und Marie-

Josée Frank, Vice President 

ß Collaboration and partnership with ăMäi Wëllen, Mäi Wee - Association pour le 

Droit de Mourir dans la Dignité Lëtzebuerg Asbl "  

ß 17.05.2024 35th anniversary GERO, CELO Hesperange  
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10.05.2024 DIL Darkness into light  

With Nadja Bretz, Dr. Jessica Levy  

and Lynn Gales 

 

Social network  

Reception or-

ganised by the 

Irish Embassy  

19.09. 2024 

From left to right: Caoim-

he Alliot Stensen, Deirdre 

Ryan, Andrea Hartnett, 

Emma Farrell, Nadja Bretz, 

Lynda Jacob, Dr. Jessica 

Levy, Ambassador Jean 

McDonald, Dr. Fränz 

D`Onghia, Aline Hartz, 

Nadia Ruef, Carmen Wey-

er, Deborah Radcliffe 
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12.10.2024 Festival de la  

Psychiatrie,  Mutferter Haff  

With Josiane Zbinden und  

Dr. Jessica Levy 

16.10.2024, Alice Day  

Belval 

With Roland Kolber 

Social network  

ß Collaboration and partnership with ăService Infor-

mation et Pr®ventionò from the Ligue, the Kan-

ner -Jugend Telefon , as well as the comitte of 

Darkness Into Light Luxembourg as part of the 

organisation of the 6th edition of the event 

ăDarkness Into Lightò in Luxembourg 

ß 26. June 2024 "Foire d'échange entre acteurs de 

l'aide sociale" with Sarah Ferreira  

ß Collaboration with the  ăAgence du B®n®volatò 

and participation in their conference ăJourn®e du B®-

n®volatò  

ß 25.September 2024 ăJourn®e du Secteur Social,ò 

FEDAS  



Public relations  
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18.11.2024  Visit by Family Minister Mr Hahn + Ms Goerens  

in our new premises 

From left to right: Roland Kolber, Lynn Gales, Paul Hentgen, François Luong, Stéphanie Goerens, Philippe Sylvestre, Max Hahn, Michèle 

Jacqué, Nadja Bretz, Aimée Huebner, Louis Jost, Josiane Zbinden, Martine Schintgen  

05.12.2024 Journée du 

Bénévolat of the 

Agence du Bénévolat ,  

Award of the Label de 

Qualité from the Agence 

du Bénévolat to SOS Dé-

tresse 

From the President of the 

Agence du Bénévolat Ms 

Mergen to Nadja Bretz and 

Philippe Sylvestre, Presi-

dent of SOS Détresse   

Social network  
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October 2024  

Entrance of the Hôpital Kirchberg -  

Les Hôpitaux Robert Schuman 

Conferences and social network  

ß Further training held by Dr. Jessica Levy and Josiane Zbinden on constructive conversations at 

the Conseil National des Femmes  

 

 

 

 

 

 

 

 

 

 

ß Further training held by Dr. Jessica Levy on dealing with ăYes butò for the volunteers of the 

ăTelefonseelsorge Siegenò 

ß Exchange with 143.ch and further training with Matthias Herren, Head of Dargebotene 

Hand Zurich  

ß Partnership and cooperation with various locations of the German telephone counselling 

service  

ß Regular contact with services and organisations of the social network in Luxembourg to keep 

information about their offers and services up to date.  

tƘƻǘƻΥ{h{ 5ŞǘǊŜǎǎŜ 
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